
UBND TiNH TAY NINH 	 CONG HOA XA HOI CHU NGHIA VII;:er NAM 
SO TAI NGUYEN VA MOI TRU'ONG 	 Dim 14p - Tv do - H4nh phuc  

soc:333 6/KH-STNMT 	 Tay Ninh, ngity /6( thang 	nam 2015 

KE HOACH 
Dieu tra, khao sat sty hal long cula nguid dan, to chtic d6i voi sty phut vu 

ciaa Tai nguyen va Mei traung va cac dun vi trirc thuOc nam 2015 

Can c* Quyk dinh so: 2945/QD-UBND ngay 24/12/2014 dm UBND tinh ve 
viec ban hanh Ke hoach trien khai phtrang phap do luting sty hai long cUa ngueri dan, 
to chirc doi ved sty phuc vu dm co' quan hanh chinh nha nuac tinh Tay Ninh giai doan 
2014 - 2020; 

So Tai nguyen va MOi twang xay dung Ke hoach dieu tra, khdo sat su hai 
long dm ngtreri dan, to ch*c doi 	su phuc vu dm Si Tai nguyen va Moi truong va 
cac dan vi true thuOc nam 2015 (sau day goi tat la do luting sty hai long) cu the nhu 
sau: 

SAT 
I. MUC RICH, )(EU CAU, PHAM VI, DOI TUVNG DIEU TRA, KHAO 

1. Myc dich, yen can 

a) Muc dich 

Nam bat kip tiled cac mong muOn cua ngueri dan, to chirc de nang cao chat 
luting phuc vu cua So' Tai nguyen va Mei truang va cac dan vi trtrc thuOc. 

b) Yeu c'au 

Danh gia phai dam bao khach quan, cong khai, minh bach ve chat luting 
cung cap dich vu hanh chinh tong tai Sa Tai nguyen va Men truang va cac don vi 
true thuOc. 

2. Pham vi, doi tuvng diet' tra, khao sat 

a) Pham vi dieu tra, khao sat 

T6 chirc di.eu tra, khao sat su hal lOng cua ngueri dan, to chirc ve cac dich vu 
hanh chinh tai Bo phan tiep nh4n va tra ket qua da dugc thuc hien trong nam 2015 tai 
So Tai nguyen va Moi truong va cac dcm vi true thuOc. 

b) Doi tugng dieu tra 

Ngueri dan cu tru teen clia ban tinh Tay Ninh, to chirc co tru tai dia ban unh 
Tay Ninh da sir dung dich vu hanh chinh cong tai BO phan tiep nhan va tra ket qua 
dm SO.  Tai nguyen va Moi truong va cac dan vi true thuOc thuOc pham vi dieu 
khao sat theo Ke hoach nay. 

II. NO' DUNG Kt HOACH 



1. Dich v con dtrcrc dieu tra, danh gia 

Cap giA ohep ai tham do,,khai that tai nguyen khoang san, tai nguyen nook, 
xa ntrov thai val ngu an nuac; Giay phep moi truang; Giao dat, cho thue dat, cap 
giay chirng n1- ; quye sir dung dat cho to chirc tai Se( Tai nguyen va Moi. twang. 

, 	Cap Giay chlrnt than quyen sir dung dat, quyen hitu nha va tai san khac 
gan lien voi dat of v o i ho gia dinh, ca nhan tai Chi nhanh Van phong Dang k 'y Dat 
dai cac huyen, t anh 

2. Mau p ieu a so ltrqng phieu dieu tra, khao sat 

a),Phieu ieu tr , khao sat d6i voi cac dich vu hanh chinh time hien theo mau  
phieu dieu tra ua Ke oath dugc ban hanh tai Quyet dinh so: 2945/QD-UBND ngay 
24/12/2014 c "a B 	tinh (co kem theo). 

b) SO lu  
Van phOng 

3. Thai 

a) Thai 

- Xac di  

- TO chi  
ket qua dieu tr  

- Bao c  

g g phieu dieu tra la 2.050 phieu (tai So 250 phieu, tai cac Chi nhanh 
n 1()`i d dai 1.800 phieu, 200 phieu/huyen). 

g 'an v each thine thtrc hien 

g an thtrc hien trong quy III Ara quy IV nam 2015, cu the: 

quy o, matt dieu tra, khdo sat. In Phieu dieu tra, hid° sat. 

c • ieu t a, khao sat (Mat phieu, thu phieu dieu tra, khao sat), tong hop 
a, khao at. 

o I et q a dieu tra va cong 1)6 ket qua dieu tra, khao sat. 

b) Cach t frc t ire hien dieu tra 

- Nguy n tac t trc hien dieu tra 

+ COng c ire B. phan MOt cira thuOc SO Tai nguyen va Moi twang ehu tri phat 
phieu hoi y kien ngua dan va to chirc khi den thkrc hien cac dich vu hanh chinh ding 
tai So Tai ngu 	va of truang; 

+ Cong c ire B 
cac huyen, th` phO 
dich vu hanh •h co 

- Cach h 'c th  

phan MOt cira,thuOc Chi nhanh Van phOng Dang Dat dai 
hu tri phat phieu hOi 3'7 hen nguai dan khi den that hien cac 
g tai Chi nhanh; 

c hien dieu tra, khao sat 

Sau khi d 
to chirc tra loii  
dan va to chir. b 

Chanh  

gc p at phieu hoi y kien ve dich vu hanh chinh ding, ngtrai dan va. 
ng (d en phial xong). Cong chirc BO phan MOt cira huang dan nguOi 

phieu vao hOp thu gop y cua dorn vi. 

phe g 	thu phieu tir hOp thu gop y tai So.. 

Giam d IC Van uhong Dang ky Ddt dai thu phieu tir hOp thu gop 3'7 tai cac Chi 
nhanh. 

III. TO CI fj.  TH-VC HIEN 

Van phone Sa  
thuc hien Ke ho ch n 

  

Ai nguyen va Moi truang Chu tri tham mull Ban Giam dOc 
, cu the: • I 

     

      

      

      

2 



0 1,11,NixiN 
.„4 

r A 

Nguyn Dinh Xuan 

- Thuc hien dieu tra, phiac tra ket qua dieu tra, tong hop phieu dieu tra; 

- TOng hop, phan tich so lieu; xay dung bao cap ket qua dieu tra; 

- Bao cao ket qua dieu tra va cong bei kat qua dieu tra; 

Tren day la Ka hoach Di'eu tra, khao sat su hai Ring cLia ngtrai dan, to chirc doi  
vOi su phuc vu cua Soy Tai nguyen va Moi tnrong va cac don vi trot th0c nam 2015./. 

Noi nh(in: 	 GIAM DOC 
- UBND tinh (b/c); 
- Cac dun vi, ph' g thut)c So; 
- Lau: VT. t 	 fp% 14Ggitt/  

3 



PHIEU DIEU TRA, KHAO SAT SUS HAI LONG 
CUA NGUbl DAN, TO CITUC DOI VOI Sl PHVC VI) 

CUA CO QUAN HANH CHINH NHA NVOC 
(Kern theo Ke hogch s d.3.156/KH-STNM7' ngayR/8/2015 cfia Sd; Tai nguyen va Moi trumg ve  

dieu tra, khao sat sv hai ldng ace ngtrol dan, to chew cloi v6i sy. phuc vu cfia SO) 

Ten thii tuc Birth chinh• 	  

De co co.  set cai thien, nang cao chat luting phuc vu nguOi dan cua 	quan hanh chinh  
nha nu6c, Set Tai nguyen va Moi truemg tinh Tay Ninh tiers hanh khao sat mix d6 hai 'Ong 
cua nguei dan, to chile Mit vai viec giai quyet thu tuc hanh chinh. 

Sr Tai nguyen va Moi twang tinh Tay Ninh rat mong than dirge skr hop tac cCia 
Ong/Ba thong qua tra 16i day du, khach quan cac cau h6i sau day. 

De nghi Ong/Ba: 
+ Danh dau (x) vao o vuong (❑) tru6c phucmg an tra leri ma Ong/BA chon de)i vcri cau 

h6i co 6 vuong truac m6i phuong an tra 16i. 
+ Khoanh tren vao chfr so (1, 2, 3, 4, 5) tucmg irng yeti mire diem ma Ong/Ba chcm ciOi 

vai cau hoi co thang diem. 
A. THONG TIN VE NGU'OI TRA WI PHIEU 
Xin cho biet th6ng tin ve ban than Ong/Ba theo cac nOi dung duOi day: 
1. WO tuoi 
❑ DuOi 25 tu6i 
❑ 25 - 34 tu6i 
❑ 35 - 49 tu6i 
❑ 50 - 60 tuOi 
❑ Tren 60 tu6i 
2. Gi6i tinh: 
❑ Nam 
❑ Mr' 
3. Trinh do hoc van: 

Biet doc, biet viec 
❑ Tieu hoc (Cdp I) 
❑ Trung hoc co. set (Cap II) 
❑ Du ngh& Trung cap 

Cao dang/Dai hoc 
❑ Tren Dai hoc 
❑ Khac (xin neu ro) 	  
4. Nght nghie'p: 
❑ N6i try/Lao d'6ng to do 
❑ Nghi huu 
❑ Sinh vien 
❑ Lam viec t4i to chirc/doanh nghiep to nhan 
❑ Can bO/Cong chirc/hic luting Quan d6i nhan dan/Cong an nhan dan 
0 Khac (xin neu re) 	  
B. PHAN CAU HOI 
I. TIEP CAN DICH VV HANH CHINH 



Cali 1: 
qua hinh fink 
yiec caa co' quan 

Qua ngi.  

7.1_ Qua chi 
Qua ph i.  

Qua ma 
Khac (x 

igBa ti hieu thong tin ve quan thuc hien thu tuc hanh chinh nay 
ao (co' uan thuc hien thit tuc hanh chinh nay, dia diem va ngay/ gra lam 
do)? 
eri than, ban be. 
ih quye dia phtrong (phtremg, xa). 
ong tie thong tin dai chiing (xem ti vi, nghe dai, doe bao,...). 
ig inte et. 
n neu r s ): 

Can 2: 	g/Ba 
trong tim hitu thong tin 

(1= rat thap; 2= th 

i long cho bitt danh gia cua minh vt 'arc dfi de dang, thufin tien 
ye dich vu hanh chinh nay? 
p; 3= binh thtdmg; 4= cao; 5= rat cao)  

1  
Cfiu 3: Ong/Ba c 

chinh nay? 
(1= rat th p; 2= th  

2 
	

3 
	

4 
	

5 
o bit mire do day du, chinh xac dm thong tin vt thu tuc hanh 

p; 3= binh thtrong; 4= cao; 5= rat cao) 
1 2 3 5 4 

Cfiu 4: V trang t 
Ong/B cho bi 

no'i lam Hui pre anh ch 
(i rat tFp; 2— th 

1  
- Ong/B cho bi 

trang thiet bi tai no'i lam 
(1= rat thap; 2= th 

itt bi tai noi giai quyet thii tuc hanh chinh: 
t dtinh gia caa minh ve may dp hien dgi caa ctic trang thiet bi tai 
h nay? 

p; 3= binh thtrang, 4= cao; 5= rat cao) 
2 
	

3 
	

4 
	

5 
't danh giti cat, minh v'd mar do thu'On den trong sir dung ctic 
ha tuc hanh chinh nay? 
p; 3= binh thtrong; 4= cao; 5= rat cao)  

1 2 3 4 5 
Cau 5: Ong/BA c 

ng6i cho' lam thil tuc ha 
(1= rat thap; 2= th 

1 

h chinh? 

1
p; 3= binh thtrarng; 4= cao; 5= rat cao) 

2 	 3 	 4 

o bit danh gia ctia minh ve mire di) tien nghi, thoai mai tai no'i 

5 
Cau 6: ng/Ba 

chinh nay? 
1. Rat kh"ng hai 1 
2. Khong a lOng 
3. Binh th .ong 
4. llal Ion 
5. Rat hai lOng 

TH TUC  
Can 7:O g bk c 

dinh ye thii tuc anh c 
thit tuc)? 

(1= rat th: I 

o biet mire dfi hai long ctia minh khi tip can dich vu hanh 

ng 

H CHINH 
o bit danh gia cua minh ve mire do ding khai day du cac quy 
"nh nay tai quan hanh chinh nha 	(haa:c nai Ong/Ba lam 

2= th p; 3= binh thuOng; 4= cao; 5= rat cao) 
1 2 3 4 5 

Cfiu 8: Oi  
so' lam thii tuc h 

(1=  rat th^ 
1  

Cau 9: Oi  
chinh nay ciia c(  

g/Ba c o bit danh gia cita minh ve mtrC dfi don gian, de ke khai cita ho 
anh chi h nay do CO' quan hanh chinh nha mare quy dinh? 
p; 2= th p; 3= binh thuong; 4= cao; 5= rat cao) 

2 
	

3 
	

4 
	

5 
g/Ba c o bik min do thufin tien trong quy trinh thuc hien thti tuc hanh 
quan anh chinh nha ntrerc? 

2 



(1= rat thap; 2= thap; 3= binh thu6ng; 4= cao; 5= rat cao) 

cau 10: Xin On 	cho biet 	hai long dm minh thu tyc hanh chinh 

1. Rat khong hai long 
2. Khong hai long 
3. Binh thu6ng 
4. Hai long 

DAN 
III. CONG CHIC GIAI QUYET THU TUC HANH CHINH CHO NGU'OI 

5. Rat hai long 

1 2 
	

3 
	

4 
	

5 

nay? 

Cau 11: Ong/Ba danh gia nhu the nao ve thai dO giao tiep lich sty, thing inkre cua 

cong chtiv giai quy'et thu tyc hanh chinh? 
(1= rat thap; 2= thap; 3= binh thu6ng; 4= cao; 5= rat cao)  

	4 	 
Cau 12: Ong/13a danh gia nhtr the nao ye sir tan tinh, chu 'Jac) cilia cong chtk giai  

quyet thin tyc hanh chinh? 
(1= rat thap; 2= thap; 3= binh thu6ng; 4= cao; 5= rat cao)  

	5 
Cau 13: Ong/fia danh gia nhtr the nao ve sir ro rang, ca hien trong hu.O.ng da'n cua 

ding chtic giai quyet thu tic hanh chinh? 
(1= rat thap; 2= thap; 3= binh thu6ng; 4= cao; 5= rat cao)  

5  
Cau 14: Xin Ong/Sa cho biet mire do hai long curt minh ve sir phnc vu ciia cling 

chfrc giii quyet thu tic hanh chinh nay? 
1. Rat khong hai lOng 
2. Khong hai long 
3. Binh thuong 
4. Hai long 
5. Rat hai long 
IV. Rat hai longKET QUA GIAI QUYET THU TUC HANH CHINH 
Cau 15: Ong/Ba danh gia nhtr the nao ye mire day du, chinh xic cua thong tin 

tren 	tyc hanh chinh ma Ong/I3a da nhOn tir co' quan hanh chinh nha woe 
(1= rat dial); 2= thap; 3= binh thuong; 4= cao; 5= rat cao)  

1 2 3 4 5 
Cau 16: Ve thoi gian giai guy& TTHC: 

- Sd liin Ong/Ba di lyi de lam thii tic hanh chinh: 	  
- Viec trii kit qua cua co' quan Val quyet thii tyc hanh chinh cd thing licit 

khong?(dcinh cau X vao o twang zing) 

1 
	

2 
	

3 

1 
	

2 
	

3 
	

4 

1 
	

2 
	

3 
	

4 

. Mu6n ban glay hen 

I 
- Theo Ong/Ba vie:c thiri gian gidi guy& thii tyc hanh chinh ma co' quan hank chinh 

nha nu* d'd thyr hien co hop li'l khong? 
1= rat khong1'; 2= khon4 ho. ly'; 3= binh thu6ng ; 4= h7 V,; 5= rAt  hip  1') 

1 
	hop Y 	 p  

2 	1 	3 	 4 5 j 
Cau 17: Ve chi phi ma Ong/Ba phai tra khi lam thii tyc hanh chinh: 
- Khi lam thii hanh chinh, Ong/Ba co phdi trd them khoiin chi phi nao khdc ngoai 

guy chinh cua CO' quan hanh chinh nha nu* khong? 
❑ Co 
0 Khong 

Soma han giay hen Dung hen 



hotin chi phi ph& neip khi lam thu tic hanh chinh ma co' quan 
thy'c hien co hpp ly khong? 

2= khong hop 1ST; 3= binh thuOng; 4= hop VT; 5= rat hop 11T) 
5 4 

'ep tuc tra lai cac phdn con lai; nju tra 101 "khong" thi chuyJn sang 

thuem tien trongviec sir dyng ccic hinh there alp nhem anh, kien  
tnh nha woe bo tri (ham thy/so din thogi phan anh, kien nghi/b6 
p da'n/ngtrai dep. dc2n )? 
p; 3= binh thuong; 4= cao; 5= rat cao)  

2 	 3 	 4 	 5 

co.  quan hanh cl 
1. Rat thi 
2. Thi6u 
3. Binh tl  
4. Trach 
5. RAt tra 
Cau 19: ft 

- Theo Ong/Bit 
hanh chinh nha ntrOc d 

(1= 	rat khong hop 
1 	 2 	 3 

Can 18: Nit giai q yet phan anh, kien nghi cua co' quan hanh chinh nha 
Trong quci trinh lam TTHC Ong/Ba có phlin atilt, kien nghi gi vdi ca quan Huth 

chinh nha nu& killing? 
CO 

0 Khong 
(N64 tra lai "có" thi  
Cclu 19) 

- Mire do de clan 
nghi do co' quan hanh c 
tri phong trep, Lich ti 

(1= rat thgrp; 2= th 
1 

- Xin Ong/ba cho Mgt dcinh gia cfia minh ve viec giai quylt phan anh, kien nghi caa 
inh nh' nu*? 
eu trach iem  
xach nhi= m 
uong 
h.@n. 
h nhi" 
ng/Ba ho bik mtic do hat long dm minh ve ket qua giai quyk thu tuc 

ng 

DO HAI LONG DOI VdI TOAN BO QUA TRiNH GIAI  
H CHINH 

a nhiing danh gia tren, xin Ong/Ba cho bit mtic d hal long 
a trinh giai guy& fiat tuc hanh chinh ctia 	quan hanh chinh 

S S ng 
2. Khan. hai long  
3. Binh t ming 
4. Hai 16 g 
5. Rat ha long 
Boi vol c p huye 
1. Rat kh ng hai 1 
2. Khon hai 16n 
3. Binh t uong 
4. Hai 16 
5. Rat ha long 

vO'i c p xa 
I. Rat kh ^ng hai 1 

S ng 

S ng 
2. Khong hai lon 

4 

hanh chinh? 
1. Ratkhinghail  
2. Khon hai lOn 
3. Binh t uong 
4. Hai 16 
5. Rat ha long 

. 	V. BA H GIA 
QIN i'HU 1 IL1C HA 

Can 20: au tat 
cua minh 'vt to n bo q 
nha ntrik? 

Boi voi c p tinh 
1. Rat kh^ng hai 1 



I 

3. Binh thuOng 
4. Hai long 
5. Rat hal long 
VI. GOI Y CAI TIEN VIEC GIAI QUYET THU TUC HANH CHiNH CUA CO 

QUAN HANH CHiNH NHA NVOC 
Cau 21: D'e' Wang cao chit hrcing phuc vu nguiyi dan trong thoi gian 	then 

Ong/Ba ca quan hanh chinh nha ntr(fc giai quyet thu tuc hanh chinh can phai quan tarn 
den not dung nao? 

(Xin Ong/Ba u-u tien chon 3 not dung trong so cac not dung dual day) 
• Mor rOng cac hinh thirc thong tin de ngtrOi dan de dang tiep can vai co.  quail hanh 

chinh nha nuac ye giai quyet thit tuc hanh chinh cu the. 
❑ Cai thien he thong cu so vat chat, trang thiet bi phuc vu ngtrai dan tai not lam [lilt tut 

hanh chinh. 
O Tiep tuc dun gian hoa cac did tuc hanh chinh. 
LI Tang tinh cong khai, minh bath trong thgc hien flail tuc hanh chinh. 
0 Tang mow img dung cong nghe thong tin trong giai quyet thu tuc hanh chinh. 
O Cai thien thai dO giao tiep, tinh than phuc vu cua cong chic doi voi nguoi dan. 
0 Nang cao nang luc giai quyet cong vies cua cong chirc. 
0 Rut ngan thO.i gian giai quyet thit tuc hanh chinh. 
O Giam phi/1e phi giai quy& thu tuc hanh chinh. 
O Tiep nhan, giai quy6t tot cac phan anh, kien nghi cua nguai dan. 
0 Khac (xin ghi cu the) 

VII. PHAN KHONG BAT BUOC 
Ho va ten: 	  
Dia chi. 	 
Dien thoai lien he: 	  

XIN CHAN THANH CAM ON ONG/BA! 
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